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Abstract
Purpose: The purpose of this research is twofold. The first purpose is to gauge the level
of student support services provided for students enrolled in distance learning courses or
programs at Texas community or technical colleges by utilizing Cherry Beth Luedtke’s
(1999) student support services model. The second purpose is to document the change in
student support services available at Web sites.
Method: The research method, content analysis, is used to assess student support services
for distance learners at Texas community and technical colleges and to determine
whether these services have changed since Luedtke’s 1999 study. The sampling frame is
a list of 57 Texas public junior or community and technical colleges.
Findings: Overall findings reveal that there has been improvement over the last seven
years in every category defined in Luedtke’s student support model. Admissions,
registration, and learning resources categories were given a strong rating.
Information/technical support and assessment categories were given an adequate rating.
Lastly, the advising and counseling and other student support services categories were
given a poor rating. Though there is no category with a very strong rating, none of the
categories were give a very poor rating as in Luedtke’s study.
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Chapter 1
Introduction
Over the years, community colleges have served as gateways of higher education
for a vast majority of the population. Recently they have been able to “respond to
demographic trends, workplace demands, and changing student needs” by providing
access to higher education, “anytime and anywhere” (Bower and Hardy 2004, 8).
According to Bower and Hardy (2004, 9), “the community college commitment to
service students, and its willingness to provide education ‘anytime, anywhere’ makes it a
prime candidate to lead distance learning on higher education.” They further state that
community colleges have taken this leadership role because: (1) they are “driven by their
mission to serve a high number of underprepared students,” (2) their outreach efforts to
working adults to participate in full-time and part-time programs, and (3) their
partnership with industries to meet “specific workplace needs” (Bower and Hardy 2004,
9). The National Center for Education Statistics (NCES)(2003, 5) supports this argument
by reporting that during the 2000-2001 academic year, public two-year institutions had
the greatest number of enrollments in distance education with 1,472,000 out of 3,077,00
or 48 percent of the total student population.
In 1999, Cherry Beth Luedtke recognized the vital role of student support services
in the distance learner’s experience. Luedtke developed a practical ideal type to assess
student support services for distance learners at 44 Texas public community or technical
colleges. According to Luedtke’s assessment, there were very few services available to
students enrolled in distance learning courses. The data collected through Luedtke’s
(1999, 162) content analysis of web sites showed that four elements of the practical ideal
type, Information/Technical Support, Registration, Assessment, Advising, and
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Counseling, and Other Support Services, were rated very poor. Admissions, another
element, was rated poor. Learning Resources was the only element in the practical ideal
type that was rated adequate. She found much need for improvement in community
college student support services for distance learners. Therefore, community colleges
should commit additional resources to provide student support services for both
traditional and distance learners in order to keep their commitment and provide higher
education successfully.
Research Purpose
In the 21st Century, technological advances have influenced the evolution of the
delivery of distance education since Luedtke’s 1999 study. Clearly many students, faculty
members, and administrators have access and use the internet frequently. It is unclear
whether the poor state of student support services for the distance learner continues.
Therefore, a follow-up study of Luedtke’s research should identify whether or not Texas
public community or technical colleges have improved student support services for
distance learners.
The purpose of this research is twofold. The first purpose is to gauge the level of
student support services provided for students enrolled in distance learning courses or
programs at Texas community or technical colleges by utilizing Luedtke’s student
support services model. The second purpose is to document the change in student support
services available at Web sites.
Summary of Contents
This applied research project contains seven chapters. Chapter 2 examines the
literature pertinent to distance education. The literature discusses a historical overview,
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the characteristics of a distance learner, and benefits and challenges of distance
education. Chapter 3 surveys the literature describing the elements in Luedtke’s student
support services model and provides a theoretical foundation. Chapter 4 explains the
selected research method along with the associated strengths and weaknesses. This
chapter also provides a discussion of the study population, the coding scheme, and the
data collection method. Chapter 5 analyzes and examines the results of the study.
Chapter 6 provides an assessment of the results and a comparison to Luedtke’s 1999
study. The appendices contain reference information pertinent to the study (i.e. list of
sampling frame).
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Chapter 2
Distance Education
Statement of Purpose
This chapter provides a broad overview and creates a chronological picture that
describes the evolution of distance education. Additionally, this chapter presents delivery
methods of distance education and the characteristics of a successful distance learner.
Lastly, this chapter examines the current benefits and challenges of distance education
that educators face.

Distance Education
Over time distance education has taken on many terms such as “e-learning” or
“opening learning.” The various terms show how much the technological world has
influenced the evolution of the delivery of education over centuries. Mehrotra, Hollister,
and McGahey (2001, 1) define distance education “as any formal approach to instruction
in which the majority of the instruction occurs while educator and learner are not in each
other’s physical presence.” The National Center for Education Statistics (2003) has a
similar definition describing distance education as “instructional programs or courses in
which the instructor and student need not be in the same physical place.” Both of these
definitions suggest that there is a lack of interaction that a student would normally receive
from the teacher in a traditional classroom setting.
This transformation from a traditional to virtual classroom has created a new
paradigm in pedagogy for educators. Hopey and Ginsburg (1996, np) state that “the
emergence of new technologies enables us to shift our focus from the delivery of
classroom-based instruction to the delivery of new materials and the facilitation of new
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ways of learning.” They further maintain that online learning should not be viewed as a
replacement for formal classroom instruction but rather a motivator for adult learners to
enroll and realize their educational goals (Hopey and Ginsburg, 1996, np).
History of Distance Education
Bower and Hardy (2004, 7) suggest that “the connection between distance
education and community or junior colleges dates back over one hundred years.” The
early form of distance education occurred through correspondence study programs. The
first sign of these correspondence study programs in higher education was in 1833 at a
Swedish University. Shortly after, Iassac Pitman in 1840 developed a shorthand system in
which students were mailed postcards and “instructed to use the shorthand to transcribe
Bible selections and return the transcriptions to Pitman for correction.” The Pitman
Correspondence Colleges (formerly known as the Phonographic Correspondence Society)
carried out the work of Pitman after his death. (Holmberg, 2002).
Anna Eliot Ticknor joined the distance education movement toward the end of the
nineteenth century. In 1873 she established the Boston-based Society that provided a
correspondence study for “housebound women.” “The society’s personalized instruction
included regular correspondence along with guided reading and frequent examinations to
assess the effectiveness of instruction” (Bower and Hardy 2004, 6).
Distance education also became popular in the United States during the late
nineteenth century. Both Illinois Wesleyan College (1874) and the Correspondence
University of Ithaca, New York (1883) were early distance education programs in the
United States during the 1800s. William Rainey Harper was also a pioneer known for his
strong advocacy for distance education and as “the father of the American junior
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college.” “During the 1880s, he developed correspondence courses at the Baptist Union
Theological Seminary at Morgan Park” (Bower and Hardy 2004, 7).
As technologies improved, the delivery of distance education became more
advanced, moving distance education from post cards to radio transmissions and video
recordings. In 1894 the International Correspondence School (ICS) developed
correspondence courses for coal miners to gain profession development skills to students
in Mexico, America, and Australia. During the 1920s, radio transmissions began to play a
critical role in providing distance education “to the masses.” Soon after, visual
technology became popular and was officially used in the 1950s by Western Reserve
University to deliver television courses. Then in 1969 British Open University was
founded and “marked the modern movement in distance education” During the 1970s and
1980s, educators used two-way live transmission through satellite technology and fiber
optic systems to provide educational courses. These technological advances not only
took distance education to a higher level, but also created additional educational options
that made higher education more accessible for a greater amount of people. (Bower and
Hardy 2004, 7).
The Internet was the latest technological breakthrough in distance education
during the 1990s and continues to play an integral role in the 21st century. This method
of delivery has allowed educators to reach an array of students anytime and anywhere.
The Internet also helps to eliminate barriers such as “geographical distance and personal
circumstances” and allows a gateway for students to easily access higher education
(Bower and Hardy 2004, 8).
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Delivery Methods of Distance Education
There are two types of delivery methods of distance education: synchronous and
asynchronous. Parrot (1995, 2) contends that these methods can be distinguished by
whether “teachers and learner are participating at the same time or not.” Synchronous
delivery uses “methods that incorporate simultaneous two-way communication”
(Mehrotra, et.al 2001, 71). Examples of this delivery method include two-way radio,
Interactive television (ITV), telephone links, Internet conferencing, audio conferencing,
and videoconferencing. Asynchronous delivery uses “technologies that allow
participants to be separated in time and distance from the delivery of instruction” (Parrot
1995, 2). Examples of this type of delivery method include: printed materials,
audiotapes, telephone service, videocassette recordings, radio and television broadcasts,
electronic files on magnetic or optical media, Web pages, file transfer, animation/movies,
bulletin boards, and comprehensive commercial packages (i.e. Blackboard) (Mehrotra, et
al. 2001, 90).
According to the NCES (2003, 11) study, of the “2 and 4 year institutions
offering distance education courses in 2000-2001, the Internet and two of the video
technologies were most often used as primary modes of instructional delivery for distance
education courses.” Additionally, the study shows that “ninety percent of 2-year
institutions used asynchronous computer-based instruction as the primary mode for
delivery.” Thus, the Internet has played a major role in the delivery of distance education.
The Distance Learner
In 1988, the Corporation of Public Broadcasting/Annenberg Project developed the
following profile of a distance learner: over 26 years of age, highly motivated, goal-
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orientated, and unable to attend the traditional classroom. This profile has changed as online distance education moves into a mature stage. The National Center for Education
Statistics study shows that in 1999-2000, 65 percent of students enrolled in a distance
education course via Internet were the ages of 18 or younger.1
This is especially evident since high school students now have the option to enroll in
online courses at community colleges (Pallof and Pratt 2003, 5).
Identifying a student’s skills and abilities is critical in the distant learner’s
success. Pallof and Pratt (2003, 5) suggest that a successful virtual student has the
following profile:
•
•
•
•
•
•
•

Access to a computer and a modem or high speed
connection and the skills to use them
An open-mind
Self-motivation and self-discipline
Willing to commit a significant amount of time to
their studies weekly
Can and does work collaboratively
A critical thinker
Believes that high-quality learning can happen
anywhere and anytime

Though this profile may seem ideal, every student should have the ability to attain this
profile and their educational goal. LaPadula (2004, 120) maintains that “even the most
highly motivated and self-directed distance education students can find their experience
lonely, difficult and sometimes daunting.” A lack of adequate student services can be
discouraging and lead to failure; therefore, it is important for institutions to bridge this
gap by providing adequate student support services.

1. National Center for Education Statistics. 2002. National Postsecondary Student Aid Study: 1999-2000,
Washington, DC: U.S. Department of Education, National Center for Education Statistics.
http://nces.ed.gov/das/library/tables_listings/nedrc_table.asp?sbj=student%20education (accessed September
25, 2005).
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Benefits
The ability to provide education to students who are unable to attain their
educational goals due to their geographical location or inflexible schedule is the major
benefit of distance education. In today’s society, the Internet enables consumers to
interact more conveniently with businesses. These same consumers are potential students
who believe that if they can buy, sell, or make payments “anytime, anywhere,” they
should also be able to receive education through the same means.
Another benefit is the cost savings that are created for an institution. Though
there has been increase in the student population, many community colleges cannot
afford to build new facilities to accommodate an increased student population. Thus,
distance education is an institutional strategy to address constraints. Bower and Hardy
(2004, 9) argue that “although there are certainly costs involved in developing a distance
learning network, they can be weighed against the increasing expense of maintaining an
infrastructure for on-campus courses.” Olliver (2004, 19) also believes that there is a cost
benefit to distance education by stating that “although community colleges will incur
additional expenses for items like hardware and software, technical support, instructional
support, and administrative infrastructure, they will create savings in physical plants and
utilities.”

Challenges
Though distance education has provided many opportunities for the postsecondary arena, there are also institutional challenges. Parrot (1995, 4) believes that
“one of the greatest challenges…is with faculty who are uncomfortable with distance
education and reluctant to embrace its technologies.” This reluctance can be attributed to
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insufficient technical skills among faculty. Many faculty members have to shift their way
of thinking and learn virtual ways to interact with students (Hopey and Ginsburg 1996,
np). For example, virtual office hours may replace traditional office hours (Olliver 2004,
15). Hopey and Ginsburg (1996, np) argue that distance education causes “instructors to
become facilitators of learning not transmitters knowledge. Thus, instructors use different
internet tools (i.e. an “internet café) to help facilitate a student-centered learning
environment (LaPadula 2003, 123). Student personnel also have to make a transition in
the delivery of student services. Hence, both faculty and student personnel have to make
a major time commitment to ensure the success of distance learners.
Retention is another challenge facing community colleges. Many distance
learners could easily develop feelings of isolation and feel disconnected with the
institution. Therefore, institutions should make sure that once a student is enrolled, they
experience a “sense of community” and are able to successfully complete the distance
education program (LaPadula 2003, 123).
Chapter Summary
This discussion showed that distance education is vital in delivering education to
those who desire to have a flexible schedule. This chapter also presented a historical
overview of distance education. Furthermore, the characteristics of a successful distance
learner were examined. Lastly, this chapter presented the benefits and challenges of
distance education. The next chapter will discuss literature pertinent to student support
services and introduce Luedtke’s (1999) student support services model.
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Chapter 3
Luedtke’s Student Support Services Model
Statement of Purpose
The purpose of this chapter is to examine scholarly literature pertaining to student
support services. This information explains the descriptive categories defined in
Luedtke’s (1999) student services model. Additionally, this chapter displays a table that
summarizes the conceptual framework.
Student Support Services
Student Support Services are vital to all students’ successful completion of their
educational goal. Hence, both traditional and virtual students should be provided these
services. The Southern Regional Education Board (SREB) (2002, 6) recommends that
institutions “ensure that all students have comparable and adequate access to needed
services whether they are traditional, non-degree, part-time, distance, disabled, or ‘home’
students of the institutions.” Despite the SREB’s recommendation, “one the biggest gaps
in distance education is an institution’s inability to provide time-and location-independent
access to various student support services” (LaPadula 2003, 120). The institution’s
inability could be attributed to their lack the financial resources to create these changes to
meet accreditation requirements and provide support for distance learners (Bower and
Hardy 2004, 10).
Cherry Beth Luedtke (1999) developed a model to assess student support services
for distance learners in Texas public or technical community colleges. Her model
included the following categories: Information/Technical support, Admissions,
Registration, Assessment, Advising and Counseling, Learning Resources, and Other
Support Services. Of these categories, five of the six were rated poorly. The learning
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resources was the only category that received an adequate rating. This study utilizes
Luedtke’s (1999) practical ideal type to gauge the level of student support services for
distance learners’ to gauge the level in distance learners’ student support services over
past seven years.

Luedtke’s Student Support Services Model
Information/Technical Support
Without informational and technical support services, navigating through a virtual
environment becomes a difficult task for a distance learner. If the student is not familiar
with the technology, they may feel uncomfortable enrolling in a distance education
course. Consequently, the lack of technical skills creates a barrier for those desiring to
obtain post-secondary education. Therefore, providing information/technical support
services is a very critical component in providing a gateway for distance learners to
participate in a virtual classroom.
Higher Education administrators should not assume that distance learners are well
equipped and knowledgeable about the technical skills and time commitment needed to
successfully complete a distance education degree. Bruso (2001, 10) suggests that “it is
important for students to understand the potential pitfalls of studying via distance.”
Prospective students should not only understand “independent learning expectations but
also “the nature and potential challenges of learning in the program’s technology-based
environment” (SACS 2000, 10). Therefore, distance learners should be given as much
information as possible prior to applying to the program. Students should also be
provided with the necessary technical support staff by means of “online and/or by
phone menu or on-demand fax options” (SACS 2000, 3).
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A lack of information management skills could cause distance learners to
develop high levels of frustration. Bruso (2001, 16) argues that “if students do not
understand how to navigate and interact within the course environment prior to beginning
their distance education studies, they will have an extremely difficult time keeping up
with the workload.” Hence, it is imporant for institutions to provide “more in-depth
preparation for using technology, such as email, Internet, and course platforms, as well as
how to contact tech support in the event of any problem (SREB 2002, 15). Mehrotra, et
al. (2001, 43) also supports the idea of providing log-on information, communications
parameters, technical equipment requirements and other pertinent information to
ensure the efficiency of distance learners in completing their educational goals. Floyd and
Casey-Powell (2004, 60) suggest that this type of technology training for both students
and faculty should be found on “effective community college web sites.”
Students should not only receive pertinent technology information but should also
have opportunities to become acclimated to the virtual classroom. Bruso (2001, 8)
believes that to close the technology gap, colleges should “provide effective student
orientation to the online environment, including sufficient opportunities for practice
and application.” For example, instructions on using email, procedural information,
and opportunities to practice sending emails and posting to electronic bulletin boards
should be made available prior to the student enrolling in an online course (Bruso 2001,
14).
Ethics is also an important aspect of information/technical support. Kidder (1995,
225) stresses the importance of the prevalence of ethics in an “electronic classroom” by
three means of teaching ethics: research, case studies, and expert systems. The institution
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should create confidentially and privacy for students by providing “documented
procedures that assure the security of personal information” (SACS 2000,13). Students
should also be trained on copyrighted material, to reduce any signs of “plagiarism or
copyright violations” (Pallof and Pratt 2003, 108).
Luedtke (1999, 171) found that “three-fourths of the Web sites assessed did not
have access to information about the availability of technical support staff, assumptions
about technological competence, or technical equipment requirement and information
management skills. Luedtke (1999, 171) further showed that only a small percentage of
the colleges were offering guides or tutorials, opportunities to become familiar with the
system, and information on ethics. Thus, Luedtke (1999, 171) provided the following
recommendations:
•

•

Colleges should develop a formal program of assessing technology-related skills
before enrollment and follow-up on assessment results by providing distance
learners with assistance in building or improving skills required for successful
completion of a course or program.
Colleges should provide departments with training in Web page development and
increase technical support funding and staff.

Admissions
The admissions process is one of the most critical components of student support
services. A student’s first point of contact whenever they consider enrolling in some type
of postsecondary institution is usually the admissions office. Ideally the more
information that a prospective distance learner has, the more likely it is for that student to
feel comfortable enrolling in that institution. A comparison of on-site and distance
learning cost is also important in the prospective student’s decision. For example, some
colleges may charge distance learners higher tuition fees to contribute to maintaining the
technology infrastructure (Palloff and Pratt 2003, 56). The Southern Regional Education

- 16 -

Board (2002, 11) recommend that “institutional responsibility begins at the initial point
of contact with prospective students, who must be given an accurate description of the
distance learning experience in addition to the course offerings and program costs.”
The distance learner should also have access to the criteria for admission, including
course and degree requirements to allow the student to determine whether distance
learning would be beneficial to completing their educational goals (SREB 2004, 3).
Olliver (2004, 18) supports this recommendation by stating that “a community college’s
web site is critical for collecting and providing information to prospective students.”
There are various means for prospective students to apply to the institution.
Students should be given the option to apply on-line or have access to download an
institution or common (if applicable) application. “However, the application is
accomplished; clear instruction should be given to the student including information
about admission prerequisites, procedures, and deadlines” (Mehrotra, et al., 2001, 120).
Overall admissions policies should clear and concise, “clarifying everything from
an academic calendar to transferability polices” (Gellman-Danley and Fetzner 1998,
np). Gellman-Danley and Fetzner (1998, np) express the importance on the need for
admission policies to be in place to provide distance learners with various standards that
they may be subject to. Students should also be aware about the “estimated time for
program completion” (SACS 2000, 10).
Chaloux (2004, 81) believes that “as the number of students who take online
courses at more than one institution grows, incongruent credit transfer policies will create
higher costs and make it more difficult for students to reach their educational goals.”
Therefore it is imperative for institutions to clearly state the rules concerning transfer of
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credit (Mehrotra, et al. 2001, 120). Institutions should add web site links “to information
about articulation and transferring credits” (Floyd and Casey-Powell 2004, 60). There
should also be differentiation of requirements between two year degree and four year
degree transfer programs. From the institution’s website the distance learner should
“know exactly what is required for transfer and what options exist for fulfilling these
requirements (Levine1993, 54).
Support services for distance learners “seeking financial aid should be clear and
concise and include deadline for applications, fee schedules and payment options, and
links to scholarship, government loan and other loan sites” (Floyd and Casey-Powell,
2004; SREB, 2004). Along with providing costs information, students should also be
informed about any pertinent refund polices (SACS 2000, 9). McRae and Lumsden
(2001, 87) argue that providing this information in an accurate and timely manner online, “may be one of the most effective ways to recruit students.”
Orientation is one of the most important elements of the admissions process.
“Floyd and Casey-Powell (2004, 58) suggest that “offering virtual or online orientation is
an easy and convenient way to build rapport with distance learners, and is essential to
ensuring successful enrollment and retention.” Colleges should also be able to include
links the admissions’ staff contact information (name, telephone number, and email
address) to allow the student to ask pertinent admissions questions that may not be
available on the Web site (Mehrotra, et al. 2001, 118).
Luedtke’s (1999, 165) found that though a large percentage of Texas community
colleges provided Admissions contact information and access to course or degree
requirements, most did not provide an on-line orientation for the distance learner. The
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results further revealed that very few colleges provided an on-line application. Thus, this
element was rated as poor in providing access to support services for the distance learner.
Registration
Once a student has become acclimated with the virtual environment, they can
begin the registration process. The registration process is very important in ensuring that
the distance learner can successfully register for courses, pay correct amount for tuition
and fees, and enroll. Ludetke (1999, 171) argues that “registration is an essential element
in providing a successful distance learning experience.” Luedtke (1999, 171) further
contends that information regarding the registration process should be available year
round and “students should be able to register from a distance.” Registration websites of
community colleges should not only “clearly describe and explain the registration
process, schedule, and policies,” but, also provide information instructions about “how
to add or drop a course, check grades, verify tuition owed, and access course schedules”
(Floyd and Casey-Powell 2004, 59). Students should be given the option to submit
payment by credit card and support staff should be readily available to provide
information in the event that they have questions pertaining to the process (Levine 1993;
SACS 2000). By providing this information 24 hours a day, it “will eliminate the
frustration and isolation many distant students feel by the physical separation from the
campus” (Aoki and Pogroszewski 1998, np).
Luedtke (1999, 166) found that the registration in terms of time and accessibility
was limited for Texas community colleges. The assessment also showed that only a
small percentage of colleges had support staff available during the registration period.
Thus, this element was rated poorly (Luedtke 1999, 166).
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Assessment
Institutions use systems of assessment to assist students in identifying their
academic and personal strengths and weaknesses. These assessment systems also
“provides students with appropriate, focused, and timely feedback to promote learning,
keeps them informed regarding the progress they are making, and helps determine the
extent to which they have achieved the outcomes of the course as a whole” (Mehrotra, et
al. 2001, 153). Ultimately, the knowledge provided by the student’s assessment should
help them to easily navigate through their college experience. Hence, an effective
assessment system can help improve student retention.
Luedtke (1999) defined a student’s learning style, real-world experience and
communication skills as important factors in the distance learner’s success. Assessing
student’s learning style helps the instructor to incorporate “multiple approaches” in
delivering class materials to allow the student to be “engaged in the learning process”
(Pratt and Pallof 2003, 29). Real-world experience and communication skills should be
assessed in order to determine “their capacity to enter a degree program and to the
amount of credit they may bring to the program” (Levine1993, 23). Olliver (2004, 18)
believes that “successful institutions recognize the attributes and differences students
bring to the learning environment, and provide them with self-assessment tools.”
Prior to enrolling and while in the program, students may have questions
pertaining to the types of placement test or test proctoring and material delivery that the
institution may require. Thus, “students applying for admission to a distance degree
program need to know whether the institution accepts CLeP, ACT-PEP, and other
proficiency examination credits” (Levine 1993 , 23). Floyd and Casey-Powell (2004,
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60) believe that community colleges must also provide testing to assess a student’s basic
skills and enable them with successful course selection and placement. To ensure that
students are knowledgeable about testing information, Gellman-Daley and Fetzner (1998,
np) suggest that “policies regarding staff requirements, test material delivery and test
retrieval and should be provided and that all parties must agree on them prior to course
implementation.”
Students should also be encouraged to create portfolios to document their
academic progress. Mehrotra, et al. (2001, 41) suggests that portfolios “contribute
substantially to increasing students’ self-awareness, helping students to monitor their
progress, and enhancing their awareness of how they learn and how they think.” They
further state that “portfolios can also be used in conjunction with a learning contract
defining what the instructor has proposed to do and what the learner has agreed to do”
(Mehrotra, et al. 2001, 164).
Providing students with grade posting, academic progress and an opportunity
to post comments “increases their participation in the evaluation process” (Luedtke
1999, 172). Johnstone and Krauth (1996, 40) argue that institutions should “provide for
assessment and documentation of the student in each course and at the completion of the
program.” Assessment was also rated poorly in Luedtke’s study.
Luedtke (1999, 166) found that “almost no services were available at times and locations
that met the distance learner’s needs or special requirements.” Luedtke’s (1999, 172)
evidence “indicates that very few colleges include a formal evaluation in the distance
teaching and learning process.”
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Advising and Counseling
Academic advisement and personal and career counseling are also key factors in
the distance learner’s success (SACS 2000; Floyd and Casey-Powell, 2004). Proactive
academic advisement programs “reduce unnecessary confusion about distance degree
options and requirements” (Levine 1993, 54). Thus, these academic advisement programs
should provide Web Information about courses, majors, degree requirements, and a
comparison of a distance learning experience versus a traditional education to enable
the advisor and advisee to have a smooth degree planning process (Mehrotra, et al.,
2001, 122). The academic advising program should also include the success rate of
previous distance learners to help advisees gain confidence in the completion of their
degree requirements (Simpson 2003, 75). Mehrotra, et al. (2001, 44) suggests that
distance learners should be provided with effective study and time management skills
that “describe basics such as how to study independently, how to manage time and stress,
how to find a study buddy and how to make contact wit the instructor.” “Referrals for
learning and physical disabilities and personal counseling” should also be made readily
accessible to students to reduce inquiries (SACS 2000, 11).
Career development helps students to go beyond just receiving a degree but to
also have successful job placement. This can be accomplished by “helping students to
build their professional resumes, develop interviewing strategies, and deal with life
issues” (Floyd and Casey-Powell 2004, 61). According to LaPadula (2003, 122), “one
should not assume that distance learners, based on their age and experience, have betterdeveloped career plans than do traditional learners.” Therefore, a college’s website
should provide links with various services.
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A mentor relationship also helps the student to feel connected to the institution.
To initiate this mentor relationship “institutions should develop a mentor program for
distance learning to motivate students, model appropriate behavior, tutor academic needs,
and provide academic advising/support” (SREB 2002, 16). Technology has evolved
mentor programs by means of telementoring, allowing institutions to” pair teachers and
learners with subject-matter experts who can provide advice, guidance, and feedback on
learning projects (Kerka 1998, np).
Miller (2001, 69) states that peer tutoring is more “interactive and is able to
foster a sense of personal involvement, and distance learning student must often rely on
an interactive course design to connect with other students.” Tutors can facilitate this
interaction through “one-on-one session asynchronously via e-mail or in real time via
chat” (Miller 2001, 73). Though tutoring can be “accomplished by email, telephone, fax
or regular mail, as in traditional correspondence courses,” institutions should also post
information on their website “about the availability of tutoring or other instructional
support, noting time and phone numbers of staff” (Mehrotra, et al. 2001, 127).
Distance Learners also need assistance with personal life issues that may hinder
their academic achievement. LaPadula (2003, 122) also suggests that self-help materials
and different kinds of public forums can be utilized by institutions in addition to personal
advices counseling via internet.” Theses services help “students cope with their
environment and acquire self-understanding” (LaPadula 2003, 122).
Though advising and counseling can contribute to a distance learner’s connection
to an institution, Luedtke’s (1999, 1666) assessment revealed that “the majority of
colleges required student to seek services on campus.” She found that many of the
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colleges had the intention on providing these services by placing ‘under construction’
notes on internal pages. Thus, Luedtke rated this element poor.
Learning Resources
Both traditional and distance students should be able to research materials through
a library catalog, check out books, and consult with librarians despite their geographical
location (SACS, 2000; LaPadula, 2003; Floyd and Casey-Powell, 2004). Olsen (2001,
62) suggests the “key elements of a high-quality virtual library” include:
•
•
•
•
•
•
•
•
•
•
•

A direct link to the online library from the college’s home page.
Links between the online library and the college’s distance learning page.
User-friendly online orientations and virtual campus tours.
An online form students can fill out to ask a librarian a reference question and
get a timely response.
Off-campus access to interlibrary loan services and electronic reserves.
Off-campus access to online renewal of books and other materials.
Timely delivery of books, documents and library materials to students’
residences.
Access to online full-text databases, electronic books, full-text journals, and
Web sites.
Access to supplemental course materials such as online curriculum and
study guides.
Online tutorials on how to access information on the Web site or conduct
online research.
Specific services that are available to off-campus students and distance
learners.

Olsen (2001, 64) reiterates that “most online libraries offer links to the Internet and
access to other Web-based services, such as online databases, electronic books, and fulltext journals.” If there are materials that are not held in the library, then that institution
should provide interlibrary loan services such as the TexShare1 Program (Aoki and
Pogroszewski 1998, np). This type of electronic document delivery allows distance
learners to easily acquire information needed to complete course work.

1.

Texshare- a cooperative program designed for Texas libraries. See http://www.texshare.edu/.
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Luedtke’s (1999, 167) assessment revealed that while “most of the essential
learning resource services were rated poor, important services were rated very strong.”
Hence, learning resources was the only student support service that was rated as adequate
for Texas community colleges in 1999.
Other Support Services
Luedtke (1999) suggested that additional support services should be provided to
address some of the personal concerns of a distance learner. For example, distance
learners should also have access to bookstore services in which they can purchase text
books, supplemental course materials, institutional paraphernalia, and other supplies
(SACS 2000, 11). McRae and Lumsden (2001, 90) comment that in the “ideal online
bookstore…students can purchase textbooks at the same time they register for courses,
with the computer system informing them of what books are required for those courses.”
Distance learners may have science or health-related courses that may require them to
participate in laboratory experiments or observations. Therefore, colleges should a
means of exercises with videos, and/or printed materials, or make arrangements with
other facilities/institutions that will allow the student to engage in the experiment
(Mehrotra, et at. 2001, 37). Regional centers are also beneficial for community colleges
in providing student support services. Chaloux (2004, 83) believes that “by pooling
resources, institutions can reduce costs and program duplication and offer greater depth
and breadth of services.” Luedtke(1999, 167) found little evidence that college Web
pages were providing languages other than English, student health insurance and
laboratory facilities. Therefore, this element was rated poorly.
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Summary of Conceptual Framework
Table 3.1 summarizes the categories in Luedtke’s student support model and shows their
linkage to the literature.

Table 3.1 Conceptual Framework Summary
Information/Technical Support
Elements
Source
Assumptions about technological
Luedtke, 1999; SACS, 2000; Bruso, 2001
competence and skills
Technical support staff
Information management skills going online, retrieving and
evaluation information

Luedtke, 1999; SACS, 2000; Mehrotra, 2001
Luedtke, 1999; SACS, 2000; Bruso, 2001

Log-on information,
communications parameters,
technical equipment requirements

Luedtke, 1999; Bruso, 2001; Mehrotra, 2001; SREB, 2002

Guides, tutorials, instructions for
using technology
Opportunity to practice sending and
receiving files, becoming familiar
with system

Luedtke,1999;Bruso, 2001; Floyd and Casey-Powell, 2004;
SREB, 2002
Luedtke, 1999; Floyd and Casey-Powell, 2004; SREB, 2002

Ethical how-to's; confidentiality;
privacy

Kidder, 1995; Pallof and Pratt, 2003; Luedtke, 1999; SACS,
2000
Admissions

Elements
Comparison of on-site and distance
learning costs

Source
Luedtke, 1999; Pallof & Pratt, 2003

Course / degree requirements

Luedtke, 1999; Floyd & Casey-Powell, 2004; SACS, 2000;
SREB, 2002; SREB, 2004

Course guide/catalog
Criteria for Admissions

Luedtke, 1999; SACS, 2000
Gellman-Danley & Fetzner,1998; Luedtke, 1999; SACS,
2000; Mehrotra, 2001; SREB 2004

Additional admissions requirements
for distance learning

Gellman-Danley,1998; Luedtke, 1999; Olliver, 2004

Application – Institution
Application – Common
Deadlines clearly stated
Academic calendar
Student Handbook

Luedtke, 1999; SACS, 2000; Mehrotra, 2001
Luedtke, 1999; SACS, 2000; Mehrotra, 2001
Luedtke, 1999; SACS, 2000; Mehrotra, 2001
SACS, 2000; Luedtke, 1999;Gellman-Danley & Fetzner,1998
Luedtke, 1999; SACS, 2000; Mehrotra, 2001
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Transfer of Credit - Explanation –
Specific to distance learning
Transfer of Credit - Explanation –
Students leaving

Levine, 1993; Luedtke, 1999; SACS, 2000; Mehrotra, 2001;
Chaloux, 2004; Floyd & Casey-Powell, 2004
Levine, 1993; Luedtke, 1999; Mehrotra, 2001; Chaloux,
2004; Floyd & Casey-Powell, 2004

Financial Aid

Luedtke, 1999; Floyd & Casey-Powell, 2004; SACS, 2000;
McRae and Lumsden, 2001; SREB, 2004

Explanation of Tuition and Fees

Luedtke, 1999; SREB 2002

Refund Policies
Orientation
Admissions Contact Information

Luedtke, 1999; SACS, 2000
Luedtke, 1999; Floyd & Casey-Powell, 2004; SREB, 2002
Luedtke, 1999; Mehrotra, 2001
Registration
Source
Luedtke,1999

Elements
Year-round registration for distance
learning
Registration-Deadlines

Luedtke,1999; Floyd & Casey-Powell, 2004

Payment Policies
Registration-Instructions

Luedtke,1999; Floyd & Casey-Powell, 2004;
Luedtke,1999; Floyd & Casey-Powell, 2004

Payment by credit card
Support staff available during
registration period

Levine,1993; Luedtke,1999
Luedtke,1999; SACS, 2000

24-hour registration
Elements
Assessment, Learning Styles

Luedtke,1999; Aoki and Pogroszewski, 1998
Assessment
Source
Luedtke, 1999, 65; Pallof and Pratt, 2003

Assessment, Real-world experience

Levine,1993; Luedtke, 1999; Olliver, 2004

Assessment, Communication skills
Assessment, Placement

Levine, 1993; Luedtke, 1999;
Floyd & Casey-Powell, 2004; Gellman-Danley &
Fetzner,1998; Levine, 1993; Luedtke, 1999; SREB, 2002

Assessment, Information on test
delivery/proctoring

Gellman-Danley & Fetzner, 1998; Luedtke, 1999

Assessment, Proficiency exams
(CleP)

Levine, 1993; Luedtke, 1999

Assessment, Basic Skills

Luedtke, 1999; Floyd and Casey-Powell, 2004

Assessment, Clearly defined
guidelines on testing policy

Gellman-Danley & Fetzner, 1998; Luedtke, 199;

Assessment, Performance based
(portfolio)

Luedtke, 1999; Mehrotra, 2001

Assessment, Grade posting

Luedtke, 1999; Johnstone and Krauth, 1996

Assessment, Student progress

Luedtke, 1999; Johnstone and Krauth, 1996
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Assessment, Student's comments
program

Luedtke, 1999; Johnstone and Krauth, 1996
Advising and Counseling

Elements
Advising, Academic
Advising, Degree Planning

Source
Luedtke, 1999, 60-61; , 29; Floyd & Casey-Powell, 2004, 60;
SACS 2000
Luedtke, 1999; Mehrotra, 2001

Advising, Comparison distance
learning and traditional education
Advising, Success Rate of previous
distance learners

Luedtke, 1999; Mehrotra, 2001

Counseling, Study Skills
Counseling, Time Management
Counseling, Referral Services

Luedtke,1999; Mehrotra 2001
Luedtke,1999; Mehrotra, 2001
Luedtke,1999; SACS, 2000

Counseling, Learning difficulties
Counseling, Career

Luedtke,1999; SACS, 2000
Luedtke, 1999;Floyd & Casey-Powell, 2004; LaPadula, 2003;

Counseling, Mediation with
Instructor

Levine, 1993; Luedtke, 1999; SACS, 2000

Counseling, Mentoring

Luedtke,1999; Kerka, 1998; SREB 2002

Counseling, Tutoring

Luedtke,1999; SACS, 2000; Miller, 2001; Mehrotra, 2001

Luedtke, 1999; Simpson, 2003

Learning Resources
Elements
Library Catalog
On-line full-text databases
Supplementary course materials
TexShare Participant
Electronic document delivery

Source
SACS 2000; Gellman -Danley and Fetzner, 1998;
Luedtke,1999; Aoki & Pogroszewski, 1998; Floyd & CaseyPowell, 2004; Olsen, 2001; LaPadula, 2003; Mehrotra, 2001

Required texts
Other Support Services
Elements
Hours services available
Purchasing Textbooks and supplies
Laboratory facilities
Regional centers
Languages other than English

Source
Principles of Good Practice; Gellman-Delaney, 1998;
Luedtke,1999; SACS, 2000; McRae and Lumsden, 2001
Mehrotra, 2001; Chaloux, 2004

Student health insurance
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Chapter Summary
This chapter provided a theoretical foundation for Luedtke’s student support
services model by examining contemporary literature. Luedtke’s preliminary assessment
revealed that five of the six elements rated poorly. Luedtke’s research has provided an
outlet for other researcher to follow; therefore, this study will utilizes Luedtke’s student
support services model to document the change in student support services for distance
learner at Texas public community or junior colleges. The next chapter discusses the
methodology used to perform this study and operationalizes the conceptual framework.
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Chapter 4
Methodology
Statement of Purpose
The purpose of this chapter is to introduce the methodology this study utilizes. In
1999 Luedtke did a content analysis of Texas community colleges institutional websites
to determine the level of student support services offered to distance learners. As a
follow-up, this study utilizes the same methodology. Fifty-six Texas Community
Colleges institutional websites were explored on February 08, 2006 to March 01, 2006 to
determine whether the state of student support services for distance learners has improved
in the last seven years.

Research Technique
The research method, content analysis, is used to assess student support services
for distance learners at Texas community and technical colleges and to determine
whether these services have changed since Luedtke’s 1999 study. Babbie (1998, np)
defines content analysis as the social research method appropriate for studying human
communications. Babbie (1998, 309) further maintains that content analysis is “well
suited to the study of communications and to answering the classic question of
communications research: Who says what, to whom, why, how, and with what effect?”
Though web pages exist in a virtual environment, they are still classified as written
documents, which is a form of human communication. Therefore, this methodology is
appropriate for this type of research.
Table 4.1 illustrates the operationalization of Luedtke’s student support services
model through the research methods, evidence (See Appendix C), and sources (See
Appendix A) that are used to conduct the research.
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Table 4.1: Operationalization of the Conceptual Framework
Ideal Type Categories

Research
Methods

Information/Technical Support
Assumptions about technological
competence and skills
Technical support staff
Information management skills - going
online, retrieving and evaluation
information
Log-on information, communications
parameters, technical equipment
requirements
Guides, tutorials, instructions for using
technology

Sources

Websites with active links to an
internal page describing services
within the context of a traditional
campus-based education setting
are assigned a 'no.'

Content
Analysis

Items that are accessible by active
links from internal pages relevant
to the distance learner are assigned
a 'yes.'
Items that are available by way of
more than one non-print method
of interaction are assigned a 'yes.'

Opportunity to practice sending and
receiving files, becoming familiar with
system
Ethical how-to's; confidentiality; privacy

Institutional
Website
(See
Appendix
A)

Items that are clearly identified as
student support services for
distance learners are assigned
'yes.'

Admissions
Comparison of on-site and distance
learning costs
Course / degree requirements
Course guide/catalog
Criteria for Admissions
Additional admissions requirements for
distance learning
Application – Institution
Application – Common
Deadlines clearly stated
Academic calendar
Student Handbook

Evidence

Websites with active links to an
internal page describing services
within the context of a traditional
campus-based education setting
are assigned a 'no.'

Content
Analysis

Items that are accessible by active
links from internal pages relevant
to the distance learner are assigned
a 'yes.'
Items that are available by way of
more than one non-print method
of interaction are assigned a 'yes.'

Transfer of Credit - Explanation –Specific
to distance learning
Transfer of Credit - Explanation – Students
leaving
Financial Aid
Explanation of Tuition and Fees

Items that are clearly identified as
student support services for
distance learners are assigned
'yes.'

Refund Policies
Orientation
Admissions Contact Information
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Institutional
Website
(See
Appendix
A)

Ideal Type Categories

Research
Methods

Registration
Year-round registration for distance
learning
Registration-Deadlines
Payment Policies
Registration-Instructions
Payment by credit card
Support staff available during registration
period
24-hour registration

Evidence

Sources

Websites with active links to an
internal page describing services
within the context of a traditional
campus-based education setting
are assigned a 'no.'

Content
Analysis

Items that are accessible by active
links from internal pages relevant
to the distance learner are assigned
a 'yes.'
Items that are available by way of
more than one non-print method
of interaction are assigned a 'yes.'

Institutional
Website
(See
Appendix
A)

Items that are clearly identified as
student support services for
distance learners are assigned
'yes.'

Assessment
Assessment, Learning Styles
Websites with active links to an
internal page describing services
within the context of a traditional
campus-based education setting
are assigned a 'no.'

Assessment, Real-world experience
Assessment, Communication skills
Assessment, Placement
Assessment, Information on test
delivery/proctoring
Assessment, Proficiency exams (CleP)
Assessment, Basic Skills
Assessment, Clearly defined guidelines on
testing policy

Content
Analysis

Items that are accessible by active
links from internal pages relevant
to the distance learner are assigned
a 'yes.'
Items that are available by way of
more than one non-print method
of interaction are assigned a 'yes.'

Assessment, Performance based (portfolio)

Items that are clearly identified as
student support services for
distance learners are assigned
'yes.'

Assessment, Grade posting
Assessment, Student progress
Assessment, Student's comments program
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Institutional
Website
(See
Appendix
A)

Ideal Type Categories

Research
Methods

Advising and Counseling

Sources

Websites with active links to an
internal page describing services
within the context of a traditional
campus-based education setting
are assigned a 'no.'

Advising, Academic
Advising, Degree Planning
Advising, Comparison distance learning
and traditional education
Advising, Success Rate of previous
distance learners
Counseling, Study Skills

Evidence

Content
Analysis

Counseling, Time Management

Items that are accessible by active
links from internal pages relevant
to the distance learner are assigned
a 'yes.'
Items that are available by way of
more than one non-print method
of interaction are assigned a 'yes.'

Counseling, Referral Services
Counseling, Learning difficulties
Counseling, Career

Institutional
Website
(See
Appendix
A)

Items that are clearly identified as
student support services for
distance learners are assigned
'yes.'

Counseling, Mediation with Instructor
Counseling, Mentoring
Counseling, Tutoring

Websites with active links to an
internal page describing services
within the context of a traditional
campus-based education setting
are assigned a 'no.'

Learning Resources
Library Catalog
On-line full-text databases
Electronic document delivery
Supplementary course materials
Required texts
Content
Analysis

Items that are accessible by active
links from internal pages relevant
to the distance learner are assigned
a 'yes.'
Items that are available by way of
more than one non-print method
of interaction are assigned a 'yes.'
Items that are clearly identified as
student support services for
distance learners are assigned
'yes.'
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Institutional
Website
(See
Appendix
A)

Ideal Type Categories

Research
Methods

Evidence

Sources

Websites with active links to an
internal page describing services
within the context of a traditional
campus-based education setting
are assigned a 'no.'

Other Student Support Services
Hours services available
Purchasing Textbooks and supplies
Laboratory facilities
Regional centers
Languages other than English

Content
Analysis

Items that are accessible by active
links from internal pages relevant
to the distance learner are assigned
a 'yes.'
Items that are available by way of
more than one non-print method
of interaction are assigned a 'yes.'

Student health insurance

Items that are clearly identified as
student support services for
distance learners are assigned
'yes.'

Strengths and Weaknesses of Selected Research Method
Content analysis, like other research methodologies, possesses both strengths and
weaknesses. According to Babbie (1998, 318) “economy in terms of both time and
money” is the greatest advantage to using content analysis. Other advantages include the
ability to study processes for a long period of time, unobtrusiveness, and the easy
allowance for replication of the study (Babbie 1998, 318). Luedtke (1999, 101) argues
that the “analysis of Web sites is an economical and unobtrusive method of evaluating
postsecondary institutions’ use of the technology.” This method also allows the
researcher to not only replicate this study, but also “provide a basis for historical
comparison” (Luedtke 1999, 101).
There are also several weaknesses linked with this methodology. Babbie (1998,
318) identifies the following two weaknesses: (1) “limited to the examination of only
recorded communications” and (2) potential problems with validity. Luedtke (1999,
102) also points out that “the selection of criteria is subjective in nature, based on the
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Institutional
Website
(See
Appendix
A)

researcher’s understanding of the literature.” Luedtke (1999, 102) further maintains that
“the evolving nature of distance education, combined with the fluid nature of the Web,
influences the permanence of evidence documented by the study.” Though Luedtke
suggested possible compatibility issues with various versions of internet browsers, most,
if not all, current computers are equipped with the standard version of Microsoft Internet
Explorer; therefore, this may not have an impact on the accessibility of a college’s
website. Luedtke (1999, 170) believes that though replications of the research would
“increase the reliability of the evidence presented,” the results could be potentially
“affected by the frequent revisions to content and design of college Web pages.” Luedtke
(1999, 170) also agrees with Babbie that there could be possible problems with the
validity due to the difficulty of accurately stating that a document or service is available
on a web site.
Population of Study
The population of the study is institutional web sites for Texas public community
and technical colleges. Luedtke (1999) initially selected 66 Texas community colleges,
but only 54 of these community colleges had institutional Websites. Luedtke also
eliminated 10 of the 54 Websites from her study because of the lack of accreditation,
status of institutional Website, and multiple community colleges within a district sharing
one-institutional website. Community colleges have reduced several of these factors
over the last seven years; thus, the sampling frame for this study is a list of 57 Texas
public community and technical colleges which represents all 67 colleges listed (See
Appendix A). This study utilizes the sampling frame to gauge the level of student
support services for distance learners and compare and contrast the results to those from
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Luedtke’s assessment to identify whether there have been improvements in the delivery
of services. Table 4.2 summarizes the changes in the institutional websites over the last
seven years.
Table 4.2 Comparison of Institutional Websites
Luedtke (1999)
Number of Community
Colleges
Number of Community
Colleges with Websites
Number of Websites
Analyzed

Alston (2006)

66

67*

54

57*

44

57

*See Appendix A
Coding Sheet
Babbie (1998, 313) contends that “content analysis is essentially a coding
operation.” Consequently, Luedtke developed a coding sheet (see Appendix B) in which
the elements were derived from the conceptual framework. “Items listed on the coding
sheet enable the researcher to identify and document whether specific types of
information or services are available to distance learners” (Luedtke 1999, 106). Since the
frequency of the elements on institutional web pages are counted, Babbie (1998, 315)
argues that “the end product of your coding must be numerical.” Therefore, each item is
assigned the value of a 1(yes) or 0 (no). Luedtke established the following criteria for the
collection of data:
•

Websites with active links to an internal page describing
services within the context of a traditional campus-based
education setting are assigned a ‘no.’

•

Items that are accessible by active links from internal
pages relevant to the distance learner are assigned a ‘yes.’

•

Items that are available by way of more than one nonprint method of interaction are assigned a ‘yes.’

•

Items that are clearly identified as student support service
for distance learners are assigned ‘yes.’
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Luedtke also defined services as essential, important or helpful element and each area
was assessed as very strong, strong, adequate, poor or very poor in providing a quality
distance education program.
Measurement
A tally sheet is used to collect data for all items on the coding sheet. Babbie
(1998, np) defines “frequency distributions as a description of the number of time the
various attributes of a variable are observed in a sample.” Therefore, frequency
distributions and percentages are used to “indicate the availability of support services for
the distance learner” (Luedtke 1999, 109). Since both studies use the same sampling
frame, there is no need for statistical tests of significance. In this study, any difference is
a true difference automatically because each study used the same population.

Chapter Summary
Luedtke (1999) used content analysis in her initial assessment of student support
services; therefore this preferred research technique. The research purpose was
connected to the conceptual framework through operationalization process. Additionally,
this chapter presented variables that could potentially affect the outcome of this study’s
results by identifying the strengths and weaknesses of content analysis. The next chapter
displays and organizes the results of this study.
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Chapter 5
Results
Statement of Purpose
The purpose of this chapter is to summarize the results of this study. Luedtke’s
student support services model is used to organize the results. Furthermore, Luedtke
defined which services are essential, important, and helpful to the distance learner’s
success. Simple descriptive statistics are used in the statistical analysis given for each
component of the following categories: Information/Technical Support, Admissions,
Registration, Assessment, Advising and Counseling, Learning Resources, and Other
Student Support Services. See Appendix C for examples. The contents of this chapter
are used to create a comparison to Luedtke’s 1999 study and make an assessment of the
current student support services available for distance learners at Texas public
community colleges.
Information/Technical Support
A distant learner should have access to technical support at all times in order to
successful interact in a virtual classroom. Additionally, institutions should not assume
that potential distance learners are equipped with the necessary technical skills and are
aware of the technical requirements needed to participate in an on-line course; therefore,
guides, tutorials, and opportunities to interact in the virtual environment should provided
on the institutional Web page to allow the distance learner to access the information
anytime and anywhere. Table 5.1 summarizes the frequencies and percentages for the
information/technical support category.
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Table 5.1 Information/Technical Support

Information/Technical support staff
Essential to distance learner's success

( Luedtke) 1999
n= 44
Frequency
Percentage

Assumptions about technological
competence and skills

(Alston) 2006
n=57
Frequency Percentage

7

16%

41

72%

5

11%

47

82%

6

14%

22

39%

4

9%

51

89%

Guides, tutorials, instructions for using
technology

5

11%

36

63%

Opportunity to practice sending and
receiving files, becoming familiar with
system

1

2%

13

23%

Ethical how-to's; confidentiality; privacy

5

11%

9

16%

Number of colleges that do not provide
any informational types of support
services
Number of colleges providing 1-3 services
Number of colleges providing 4-7 services

32
7
5

73%
16%
11%

2
22
33

4%
39%
58%

Technical support staff
Information management skills - going
online, retrieving and evaluation information
Log-on information, communications
parameters, technical equipment
requirements
Important factor in distance learner's
success

Helpful to the distance learner

Overall, the findings show that Texas community colleges are improving their
efforts to provide information/technical support services for distance learners. Results
reveal that 58% percent of community colleges are able to provide four to seven of the
services listed in the table. More importantly, only two (4%) of the fifty-seven
community colleges analyzed, do not provide any type of information/technical support
services. In other words, more Texas community colleges are offering these types of
services for distance learners. For services essential to the distance learner’s success,
over 80% of the colleges are providing technical support staff, log-in information, and the
technical requirements needed to interact in a virtual classroom. Luedtke’s findings were
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very different revealing that thirty-two (73%) of the forty-four community colleges did
not provide any type of information/technical support services listed in the table. For
services that are an important factor in the distance learner’s success, 63% of colleges are
providing guides, tutorials, instructions for using technology. However, only 23% colleges are
offering opportunities for students to use the technology prior to enrolling in the course. Though
this is an improvement compared to Luedtke’s findings of two percent, institutions should invest
more resources to allow the student to become acclimated to the virtual environment.

Lastly,

only 16% are providing policies and procedures pertaining to ethical behavior, confidentiality,
privacy which is very similar to Luedtke’s findings of eleven percent.

Admissions
The admissions process is usually the first point of contact for the distance
learner. Therefore, it is important to clearly explain procedures and policies that pertain
to admissions to make certain that a distance learner does not become overwhelmed by
the process. Table 5.2 summarizes the frequencies and percentages for admissions
category.
Table 5.2 Admissions
(Luedtke) 1999
n= 44

Admissions
Essential to distance learner's success

(Alston) 2006
n=57

Frequency

Percentage

Frequency

Percentage

31

70%

53

93%

25

57%

55

96%

5

11%

5

9%

17

39%

51

89%

3

7%

9

16%

Course guide/catalog
Criteria for Admissions
Additional admissions requirements for
distance learning
Course / degree requirements
Explanation of Transfer of Credit - Specific
to distance learning
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Table 5.2 Admissions Cont’d
(Luedtke) 1999
n= 44

Admissions
Essential to distance learner's success

(Alston) 2006
n=57

Frequency

Percentage

Frequency

Percentage

Explanation of Transfer of Credit - Students
leaving program

8

18%

31

54%

Explanation of Tuition and Fees
Comparison of on-site and distance learning
costs

25

57%

48

84%

3

7%

14

25%

Refund Policies
Admissions Contact Information
Deadlines clearly stated
Orientation

12

27%

40

70%

22

50%

51

89%

14

32%

40

70%

6

14%

16

28%

34

77%

52

91%

13

30%

40

70%

15

34%

54

95%

2

5%

4

7%

32

73%

57

100%

2

5%

0

0%

23

52%

4

7%

18

41%

40

71%

1

2%

13

23%

Important factor in distance learner's
success

Academic calendar
Student Handbook
Application – Institution
Application – Common
Financial Aid
Number of colleges that do not provide
any informational types of support
services
Number of colleges providing 1-6 services
Number of colleges providing 7-12
services
Number of colleges providing 13-18
services

The findings in the table reveal that Texas community colleges have improved
distance learner support services for the admissions process. Overall, the majority (71%)
of Texas community colleges providing at least seven to twelve services listed in the
table compared to the 41% found in Luedtke’s study. Over 90% of the colleges offer
course guides/catalogs and clearly list the criteria for admission. Additionally, over 80%
of colleges list course/degree requirements, explain tuition and fees, and list the contact
information for the admissions staff. However, only 28% of the community colleges
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have an on-line orientation. Therefore, one can conclude that many distance learners are
not provided with necessary initial information and interaction needed to successful make
the transition into college. Results also reveal that over 90% of colleges provide an
academic calendar and access to an institutional application for admissions. Lastly, all of
the community colleges (100%) assessed are providing financial aid services, which can
be attributed to the easy access to the on-line Federal Application for Student Aid
(FAFSA). In Luedtke’s study, she found dissimilar results revealing that only 73%of the
community colleges are providing financial aid services.

Registration
Registration is also another initial process critical in the student’s enrollment.
Luedtke found it essential for students to have access to 24-hour registration and clear
instructions and deadlines pertaining to this process. Furthermore, distance learners
should be provided with payment polices and the option to make tuition payments using a
credit card. Table 5.3 summarizes the results.

Table 5.3 Registration
(Luedtke) 1999
n= 44

Registration
Essential to distance learner's success

(Alston) 2006
n=57

Frequency

Percentage

Frequency

Percentage

2

5%

32

56%

8

18%

40

70%

11

25%

43

75%

5

11%

48

84%

5

11%

44

77%

24-hour registration
Registration-Instructions
Registration-Deadlines
Support staff available during registration
period
Important factor in distance learner's
success

Year-round registration for distance learning
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Table 5.3 Registration Cont’d

(Luedtke) 1999

(Alston) 2006

n= 44

n=57

Helpful to the distance learner

Payment Policies

1

2%

40

70%

Payment by credit card
Number of colleges that do not provide
registration type of support services
Number of colleges providing 1-3 services
Number of colleges providing 4-7 services

3

7%

50

88%

26
17
1

59%
39%
2%

3
8
46

5%
14%
81%

Overall the findings show that support services for the registration process have
improved over the last seven years. Many of the colleges are using the CampusConnect
(See Appendix C) on-line system which allows students to easily register and pay for
courses. Consequently, 81% of colleges are able to provide four to seven of the services
listed in the table. This finding is incongruent to Luedtke’s finding which revealed that
59% of the colleges did not provide any type of support service for the registration
process. Moreover, 77% of the colleges are able to provide year-round registration. The
current analysis also revealed that 88% of the colleges give the student an opportunity to
pay fees on-line using a credit card compared to the seven percent found in Luedtke’s
1999 study.

Assessment
In order to gauge the level of educational development of the student, it is
important that institutions provide clear and direct information about various assessment
systems. Providing these assessment systems on-line would help to ensure that the
distance learner receives a quality educational and social experience. Table 5.4
summarizes the descriptive statistics for this category.
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Table 5.4 Assessment
Assessment
Essential to distance learner's success

(Luedtke) 1999
n= 44
Frequency Percentage

Placement
Basic Skills
Student progress
Clearly defined guidelines on testing policy
Information on test delivery/proctoring

(Alston) 2006
n=57
Frequency Percentage

4

9%

31

54%

3

7%

24

42%

0

0%

53

93%

2

5%

22

39%

2

5%

20

35%

1

2%

7

12%

1

2%

2

4%

0

0%

2

4%

2

5%

17

30%

0

0%

1

2%

2

5%

48

84%

Grade posting

1

2%

51

89%

Number of colleges that do not provide
any informational types of support
services
Number of colleges providing 1-6 services
Number of colleges providing 7-12
services

38
6

86%
14%

3
40

5%
70%

0

0%

14

25%

Important factor in distance learner's
success

Learning Styles
Real-world experience
Communication skills
Proficiency exams (CleP)
Performance based (portfolio)
Student's comments program
Helpful to the distance learner

Overall, 70% of Texas community colleges are providing at least one of the six of
the services listed in the table. Luedtke’s findings revealed 86% of the colleges did not
provide any type of assessment services for the distance learner. Many colleges address
testing services are on the institution’s Web site but the student is required to receive
such services on campus. The current analysis also revealed that many of the colleges
are using Web course management tools such as blackboard or WebCT to allow the
student receive documents, grades, post comments, and directly communicate with peers
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and instructors of the course (See Appendix C). Consequently, 89% percent of the
colleges are posting grades for students electronically.

Advising & Counseling
Advising and counseling services are very important in creating a studentcentered virtual environment. These services help connect the student to the campus and
create a sense of community for the distance learner. More importantly, the virtual
interaction created through these types services such as peer tutoring, mentoring, and
counselor sessions makes up for the lack of face-to-face interaction and gives the student
the opportunity to become involved at the institution despite the geographical barriers.
Table 5.5 summarizes the results of advising and counseling support services available
for Texas community college distance learners.

Table 5.5 Advising & Counseling

Advising & Counseling
Essential to distance learner's success

(Luedtke)1999
n= 44
Frequency
Percentage

(Alston)2006
n=57
Frequency
Percentage

Academic
Degree Planning
Comparison distance learning and traditional
education

2

5%

22

39%

2

5%

11

19%

0

0%

3

5%

Mentoring
Tutoring

0

0%

3

5%

4

9%

12

21%

2

5%

39

68%

0

0%

3

5%

4

9%

15

26%

4

9%

12

21%

1

2%

2

4%

0

0%

0

0%

3

7%

7

12%

Important factor in distance learner's
success

Career
Mediation with Instructor
Study Skills
Time Management
Learning difficulties
Helpful to the distance learner

Success Rate of previous distance learners
Referral Services
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Table 5.5 Advising & Counseling Cont’d

(Luedtke)1999

Number of colleges that do not provide
any informational types of support
services
Number of colleges providing 1-6 services
Number of colleges providing 7-12
services

(Alston)2006

32
10

73%
23%

12
43

21%
75%

2

5%

2

4%

Though overall the availability of advising and counseling services has increased
since Luedtke’s 1999 study, results reveal that there still is room for improvement. Only
39% of colleges are providing academic counseling services for distance learners. Only
five percent of the colleges are providing a comparison of distance education and
traditional education and mentoring services. Twenty-one percent of colleges are
providing on-line tutorial systems for systems by using services through Smarthinking, an
online service for tutorial services (See Appendix C). This analysis also revealed 68% of
Texas community colleges are providing career services for distance learners. Many of
these colleges provide various external links and utilize career assessments through
Discovery (an ACT career planning assessment tool). Those services helpful to the
distance learner are congruent to Luedtke’s findings, revealing that none of the
community colleges posted information about the success rate of distance learners and
that less than fifteen percent of colleges are providing referral services other than
traditional manner.

Learning Resources
A distance learner should have the same access to information as a traditional
student. Geographical barriers prevent distance learners to have easy access to the
gateway of information: a library. Therefore, it is the responsibility of the institution to
remove such barriers and provide services such as on-line catalogs and full-text databases

- 46 -

to ensure that the student can receive information. Table 5.6 summarizes the results for
availability of learning resources for Texas community colleges.
Table 5.6 Learning Resources
(Luedtke) 1999
n= 44
Frequency Percentage

Learning Resources
Essential to distance learner's success

Library Catalog
On-line full-text databases
Supplementary course materials
Electronic document delivery

(Alston) 2006
n=57
Frequency Percentage

31

70%

53

93%

21

48%

54

95%

14

32%

48

84%

3

7%

48

84%

29

66%

57

100%

Required texts

0

0%

43

75%

Number of colleges that do not provide any
informational types of support services
Number of colleges providing 1-3 services
Number of colleges providing 4-6 services

9
23
12

20%
52%
27%

2
8
47

4%
14%
82%

Important factor in distance learner's
success

TexShare Participant
Helpful to the distance learner

The current analysis reveals that 82% of the colleges are providing at least four of
the six services in the table listed above compared to the fifty-two percent of the colleges
providing at least one to three services in 1999. There is a 100 % participant rate in the
TexShare program. Current findings also reveal that over 90% of the colleges allow
student to search their library catalog and full-text databases. Seventy-five percent of the
colleges allow students to select the required textbook a course via Internet compared to
Luedtke’s finding that none of colleges provided this service in 1999. This increased
percentage rate can mostly be credited to the technological advances in an on-line
bookstore which conveniently allows the student to match their course number with the
textbook(s) required for the course.

- 47 -

Other Student Support Services
Distance learners should also have access to additional student support services
such as the convenience of purchasing textbooks and supplies from the institution.
Information on student health services and viewing the institution’s Web page in a other
languages is also beneficial for a distance learner. Table 5.7 summarizes the results.
Table 5.7 Other Support Services

Other Student Support Services
Essential to distance learner's success

(Luedtke) 1999
n= 44
Frequency Percentage

Hours services available
Purchasing Textbooks and supplies
Laboratory facilities

(Alston) 2006
n=57
Frequency Percentage

10

23%

13

23%

9

20%

44

77%

1

2%

0

0%

15

34%

21

37%

2

5%

6

11%

3

7%

4

7%

21
22
1

48%
50%
2%

9
46
2

16%
81%
4%

Important factor in distance learner's
success

Regional centers
Helpful to the distance learner

Languages other than English
Student health insurance
Number of colleges that do not provide
other types of support services
Number of colleges providing 1-3 services
Number of colleges providing 4-6 services

The findings reveal that services essential, important, and helpful to the distance
learner’s success have overall improved over the last seven years. Eighty-one percent of
the colleges are able to provide one to three of the services listed in the table, whereas as
Luedtke found that 48% did not provide any type of these services. Seventy-seven
percent of colleges are providing on-line bookstores which allow the student to purchase
textbooks and other supplies such as school paraphernalia. Luedtke’s study reveals that
only twenty percent of the colleges provided an on-line bookstore.
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Thirty-seven percent of community colleges have an internal link to the Virtual College
of Texas (VCT)1, allowing students to connect with colleges in the consortium. Only six
(11%) of the fifty-six college Web sites allow the student to view the pages in languages
other than English. The findings for student health insurance services for students are
similar to those of Luedtke’s study in which both of the analyses reveal that seven
percent of the colleges provided this particular service.
Chapter Summary
This chapter summarizes the statistical analysis for each component in Luedtke’s
student support services model. Overall, findings reveal that the number of Texas
community colleges providing student support services for distance learners has
increased over the last seven years. The next chapter assesses the level of student support
services for distance learners.

1.

The Virtual College of Texas (VCT) is a consortium of fifty Texas community colleges that
allows students to register and take distance learning classes throughout Texas. (www.vct.org
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Chapter 6
Assessment
Statement of Purpose
This chapter is an overview of the research as it pertains to the research purpose.
The results presented in Chapter 5 are used to make an assessment of the current level of
student support services. Additionally, this chapter provides a comparison to Luedtke’s
results to summarize the change in student support services for distance learners at Texas
public community or technical colleges.
Assessment of Student Support Services
Table 6.1 summarizes the findings of the rating of student support services. In
1999 Luedtke assessed each category as very strong, strong, adequate, poor or very poor
in providing student support services to distance learners. Overall there has been a
dramatic improvement in Texas Community College provision of student support
services for distance learners. There was improvement in every criterion.
Table 6.1 Assessment of Student Support Services
Information/Technical Support
Essential to distance learner's success
Important factor in distance learner's
success
Helpful to the distance learner

Overall Rating
Admissions
Essential to distance learner's success
Important factor in distance learner's
success

Overall Rating
Registration
Essential to distance learner's success
Important factor in distance learner's
success
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Luedtke (1999)
Very Poor

Alston (2006)
Strong

Very Poor
Very Poor
Very Poor

Adequate
Very Poor
Adequate

Luedtke (1999)

Alston (2006)

Very Poor

Strong

Very Poor
Very Poor

Strong
Strong

Luedtke (1999)

Alston (2006)

Very Poor

Strong

Very Poor

Strong

Helpful to the distance learner

Overall Rating
Assessment
Essential to distance learner's success
Important factor in distance learner's
success
Helpful to the distance learner

Overall Rating
Advising & Counseling
Essential to distance learner's success
Important factor in distance learner's
success

Very Poor
Very Poor

Strong
Strong

Luedtke (1999)
Very Poor

Alston (2006)
Adequate

Very Poor
Very Poor
Very Poor

Poor
Strong
Adequate

Luedtke (1999)
Very Poor

Alston (2006)
Poor

Very Poor

Poor

Helpful to the distance learner

Very Poor

Very Poor

Overall Rating

Very Poor

Poor

Learning Resources

Luedtke (1999)
Poor

Alston (2006)
Very Strong

Strong
Very Poor
Adequate

Strong
Adequate
Strong

Luedtke (1999)
Very Poor

Alston (2006)
Poor

Poor

Poor

Very Poor
Very Poor

Very Poor
Poor

Essential to distance learner's success
Important factor in distance learner's
success
Helpful to the distance learner

Overall Rating
Other Student Support Services
Essential to distance learner's success
Important factor in distance learner's
success
Helpful to the distance learner

Overall Rating

Admissions, registration, and learning resources categories were given a strong
rating. Information/technical support and assessment categories were given an adequate
rating. Lastly, the advising and counseling and other student support services categories
were given a poor rating. Though there is no category with a very strong rating, none of
the categories were give a very poor rating as in Luedtke’s study. Therefore, one can
conclude that the Texas community colleges are doing a better job providing distance
learners with student support services.
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Information/Technical Support
The statistical analysis of informational and technical support services concluded
that overall these services have improved over the last seven years. Many of the Web
sites contain at minimal an email address as a means to contact a staff member in the
event the student has a question. Very few institutions provided 24-hour help desk and
interactive sessions. Services helpful to the distance learner are congruent to Luedtke’s
rating of very poor. Thus, institutions are not providing the necessary internet,
confidentiality, and privacy polices which are especially important due to the increased
recent viruses and hackers that invade virtual spaces.
Admissions
Those services essential and important to the distance learner’s both have a strong
rating. In 1999 Luedtke found these services had a very poor rating. One can conclude
that from these findings, institutions are creating an easily accessible admissions process
for distance learners. However, more institutions should create on-line orientations to
help the distance learner transition into the post-secondary environment. Many of the
Web pages did have information pertaining to an orientation but they required the student
to travel to campus.
Registration
Services deemed essential, important, and helpful to the distance learner’s success
were each given a strong rating. Many of the new technologies such as CampusConnect
and WebAdvisor have made it convenient for students to easily register and pay their
tuition and fees on-line using a credit card. These findings are very different than
Luedtke’s 1999 study which revealed an overall very poor rating for this category.

- 52 -

Assessment
Assessment support services that are essential to the distance learner’s success
received an adequate rating and those services that are helpful received strong rating.
These ratings can be attributed to Web course management tools which allow ninetythree percent of the colleges to permit students to view their academic progress and
faculty members can post grades via the Internet. However, less than forty percent of the
community colleges are providing clear defined guides on their testing policy or
information on proctoring relevant to the distance learner. A poor rating was given to the
services important to the distance learner. There are few (less than 20%) colleges
providing study skills, time management, learning difficulties services, and information
about mediation with the instructor that are relevant to the distance learner. Most of the
institutions require distance learners to travel to campus to receive such services.
Advising and Counseling
Advising and counseling services are important in retaining students and creating
a student-centered environment. However, this assessment revealed that Texas
community colleges rated poorly in this category. Those services defined as essential and
important services were rated poorly. Though many of the community colleges provide
information about advising and counseling services, distance learners have to travel to the
campus to receive them. Sixty-eight percent of colleges are able to provide career
services through on-line career assessment and external links. Those services helpful to
the distance learner received a very poor rating. None of the Texas community colleges
assessed in this study provide any type of data on the success rate of previous distance
learners. Though there is a slight improvement, Luedtke’s study revealed similar results.
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Learning Resources
Overall, the learning resources category received a strong rating. Most of the
colleges (over 80%) are providing an on-line library catalog, on-line full text databases,
and electronic document delivery services. TexShare participants have increased from
66% to 100% over the last seven years. Lastly, many (75%) colleges are providing
information on the required textbooks for course via on-line bookstores.
Other Student Support Services
The overall rating for other student support services category is poor. This is a
slight improvement for Luedtke’s 1999 study. None of the colleges are providing
information pertaining to laboratory facilities. Those services essential and important in
the distance learner’s success rated poorly. Services that are deemed helpful to the
distance learner received a very poor rating. Eleven percent of the colleges provided
Web pages in languages other than English by allowing the student to click on an on-line
tool that serves as a language converter.
Benefits Derived from the Research
One of the benefits derived from the research is that community colleges are
investing more time and commitment to improve student support services for both
traditional and distance learners. Additionally, the Web design of the institutional Web
pages are very sophisticated and advanced allowing the student to view a glimpse of their
institution. Lastly, most of the Web pages provided features such as site indexes and links
to download software needed to view a document such as a pdf1 file.

1.

pdf file – Portable document file allows users to easily share and print documents over the
internet.
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Challenges presented by the Research
There were many challenges that were presented by the research but they were
very different from Luedtke’s 1999 study. One of the challenges presented was not being
able to find information relevant to distance learning in one central location. Though
some of the colleges have a Web page dedicated to distance learners, they do not contain
information pertaining to all of the services. Another challenge was that the researcher
spent over two hours on most Web sites trying to find the services listed in the conceptual
framework. If a student is deciding to enroll in a post-secondary program, it will become
a very difficult and frustrating task if the support services needed are not clearly listed.
Consequently, institutions may loose many potential students. There was also a lack of
consistency between the institutions regarding the student support information pertinent
to the distance learner. Developing a template that clearly defines what and how student
services should fit in the Web design would help mitigate this issue. Lastly, many of the
Web course management tools required a password which made it difficult to decipher
what type of services are available.
Research Weaknesses
One main weakness of this research was the rapid technological changes affected
the validity and reliability of the information found on the Web sites. For example,
recently Austin Community College released a new Web page a couple of weeks after
this assessment. Additionally, determining what was considered a student support
service was very subjective. For example, a first generation college student may have a
different experience and/or perspective than the researcher because the researcher is
knowledgeable about processes and terminology as it pertains to higher education.
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Therefore, the outcome of the study may be different if conducted by first generation
college students.

Recommendations
Though student support services have improved in every category in the last
seven years, there is still room for improvement in the design of the institutional websites
as it pertains to distance learners. Through this assessment the following
recommendations have been derived:
1. Community Colleges should develop one central location for distance learner
student support services. These services should be listed in a clear and concise
manner.
2. Policy developers of the accrediting board should create a Web template that
defines what and how student support services for distance learners should fit in
the web design. Though these services may differ from college to college, it
would benefit those students who may be enrolled at dual campuses due to course
availability. The main benefit is consistency.
3. Develop an evaluation process that allows the distance learner to describe their
own experience and their level of difficulty or ease of navigation through the Web
site as it relates to student support services.
4. Provide more information about distance learner student success rates. Current
students should also have the opportunity to provide testimonials via Web to
engage and connect potential distance learners with a personal experience.
Conclusion
This chapter summarized the assessment of the current state of student support
services at 57 Texas public community colleges. Overall findings reveal that there has
been improvement over the last seven years in every category defined in Luedtke’s
student support model. Hence, Texas community colleges are going the distance to
provide distance learners with student support services.
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Appendix A
Texas Public Community & Technical Colleges
Institution

URL Address

Alamo Community College District1

http://www.accd.edu/

2

Northwest Vista College
Palo Alto College
San Antonio College
St. Philip's College
Alvin Community College
Amarillo College
Angelina College
Austin Community College
Blinn College
Brazosport College
Central Texas College
Cisco Junior College
Clarendon College3

http://www.accd.edu/nvc/

Coastal Bend College
College of the Mainland Community
College District
Collin County Community College District
Dallas County Community College District4
Brookhaven College
Cedar Valley College
Eastfield College
El Centro College
Mountain View College
North Lake College
Richland College
Del Mar College
El Paso Community College District
Frank Phillips College
Galveston College
Grayson County College

http://vct.coastalbend.edu/

http://www.accd.edu/pac/htm/
http://www.accd.edu/sac/sacmain/sac.htm
http://www.accd.edu/spc/spcmain/spc.htm
http://www.alvin.cc.tx.us/
http://www.actx.edu/
http://www.angelina.cc.tx.us/
http://www.austincc.edu/
http://blinn.edu/
http://www.brazosport.cc.tx.us/
http://online.ctcd.edu/
http://www.cisco.cc.tx.us/
http://www.clarendoncollege.edu/

http://www.com.edu/
http://www.ccccd.edu/
http://www.dcccd.edu/
http://www.dcccd.edu/
http://www.cedarvalleycollege.edu/
http://www.eastfieldcollege.edu/
http://www.elcentrocollege.edu/
http://www.mountainviewcollege.edu/default.aspx
http://www.northlakecollege.edu/
http://www.richlandcollege.edu/
http://www.delmar.edu/
http://www.epcc.edu/
http://www.fpc.cc.tx.us/index1.htm
http://www.gc.edu/gc/Default.asp
http://grayson.edu/

1. Alamo Community College District has one central Web site with information pertaining
to each institution. Additionally, each college has its own institutional Web site.
2. Northwest Vista College was not included in Luedtke’s 1999 study due to its
accreditation status. Since 1999, the institution has implemented a Web site.
3. Clarendon College Web site was not available in 1999
4. Dallas Community College has a central Web site, entitled “eCampus,” with information
that is relevant to all campuses. The content analysis was limited to the district Web site.
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Texas Public Community & Technical Colleges
Hill College
Houston Community College
System
Howard College
Southwest Collegiate
Institute for the Deaf5
Kilgore College
Laredo Community College
Lee College
McLennan Community College
Midland College
Navarro College
North Central Texas College
North Harris Montgomery
Community College District6
Cy-Fair College
Kingwood College
Montgomery College
North Harris College
Tomball College
Northeast Texas Community
College
Odessa College
Panola College
Paris Junior College
Ranger College
San Jacinto College District7
Central Campus
North Campus
South Campus
South Plains College
South Texas College

http://www.hillcollege.edu/
http://www.hccs.cc.tx.us/
http://www.howardcollege.edu/

http://www.kilgore.edu/
http://www.laredo.cc.tx.us/
http://www.lee.edu/
http://www.mclennan.edu/
http://www.midland.edu/
http://www.navarrocollege.edu/
http://www.nctc.edu/
http://www.nhmccd.edu
http://www.cy-faircollege.com/Templates/Content.aspx?pid=1928
http://wwwkc.nhmccd.edu/Templates/Content.aspx?pid=1931
http://www.montgomerycollege.com/Templates/Content.aspx?pid=1929
http://www.northharriscollege.com/Templates/Content.aspx?pid=1932
http://www.tomballcollege.com/Templates/Content.aspx?pid=1930
http://www.ntcc.edu/
http://www.odessa.edu/
http://www.panola.edu/
http://www.parisjc.edu/
http://www.ranger.cc.tx.us/
http://www.sjcd.cc.tx.us/

http://www.southplainscollege.edu
http://www.southtexascollege.edu/

Information for Southwest collegiate Institute for the Deaf is on the Howard College Web
site. Therefore, the institution is not included in this content analysis.
6. Luedtke’s 1999 Kingwood and Tomball College. Alston’s 2006 study only includes the
North Harris Montgomery Community College District Web site which has a central
“eCampus” Website.
7. San Jacinto College District has one central Web site for each campus.
5.
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Texas Public Community & Technical Colleges
Southwest Texas Junior College
Tarrant County College District8
Northeast Campus
Northwest Campus
South Campus
Southeast Campus
Temple College
Texarkana College
Texas Southmost College District
Texas State Technical College9
Harlingen
Marshall10
Sweetwater (West Texas)
Waco
Trinity Valley Community College
Tyler Junior College
Vernon College
Victoria College
Weatherford College11
Western Texas College
Wharton County Junior College

www.swtjc.net/
http://www.tccd.edu/
http://www.tccd.edu/campus/default.asp?menu=1
http://www.tccd.edu/campus/default.asp?menu=2
http://www.tccd.edu/campus/default.asp?menu=3
http://www.tccd.edu/campus/default.asp?menu=4
http://www.templejc.edu/
http://www.texarkanacollege.edu/
http://www.utb.edu/
http://www.system.tstc.edu/
http://www.harlingen.tstc.edu/
http://www.marshall.tstc.edu/
http://www.westtexas.tstc.edu/
http://www.waco.tstc.edu/
http://www.tvcc.edu/
http://www.tyler.cc.tx.us/
http://www.vernoncollege.edu/
http://www.vc.cc.tx.us/
http://www.wc.edu/
http://www.wtc.edu/
http://www.wcjc.edu/

Tarrant County District has one central Web site that includes information pertinent to
each of the campuses. Thus, content analysis was limited to district Web site only.
9. Texas State Technical College has internal links to each campus website. Each campus’
Web site was included in content analysis.
10. Marshall gained accreditation after Luedtke’s 1999 assessment.
11. Weatherford College was not included in Luedtke’s 1999 assessment.
8.
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Appendix B
Coding Sheet
Information/Technical Support

Yes = 1
No = 0

Assessment

Technical support staff

Assessment, Placement

Assumptions about technological competence and
skills
Information management skills - going online,
retrieving and evaluation information

Assessment, Basic Skills

Ethical how-to's; confidentiality; privacy

Assessment, Real-world experience

Log-on information, communications parameters,
technical equipment requirements
Guides, tutorials, instructions for using technology

Assessment, Communication skills

Assessment, Learning Styles

Assessment, Proficiency exams
(CleP)
Assessment, Performance based
(portfolio)

Opportunity to practice sending and receiving files,
becoming familiar with system

Assessment, Clearly defined
guidelines on testing policy
Assessment, Information on test
delivery/proctoring

Admissions
Academic calendar
Course guide/catalog

Assessment, Grade posting

Student Handbook

Assessment, Student progress

Criteria for Admissions

Assessment, Student's comments
program
Advising and Counseling

Additional admissions requirements for distance
learning
Course / degree requirements

Advising, Academic

Application - Institution

Advising, Degree Planning

Application - Common

Advising, Comparison distance
learning and traditional education
Advising, Success Rate of previous
distance learners
Counseling, Career

Transfer of Credit - Explanation –Specific to
distance learning
Transfer of Credit - Explanation – Students leaving
Financial Aid
Explanation of Tuition and Fees

Counseling, Mediation with
Instructor
Counseling, Study Skills

Comparison of on-site and distance learning costs

Counseling, Time Management

Admissions Contact Information

Counseling, Referral Services

Refund Policies

Counseling, Mentoring

Deadlines clearly stated
Orientation

Counseling, Tutoring
Counseling, Learning difficulties
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Yes = 1
No = 0

Appendix B
Coding Sheet
Registration

Yes = 1
No = 0

Learning Resources

24-hour registration

Library Catalog

Registration-Instructions

On-line full-text databases

Registration-Deadlines

Electronic document delivery

Year-round registration for distance
learning
Payment Policies

Supplementary course materials

Support staff available during
registration period
Payment by credit card

Yes = 1
No = 0

Required texts
Other Student Support Services
Hours services available
Languages other than English
Purchasing Textbooks and supplies
Student health insurance
Laboratory facilities
Regional centers
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Appendix C-1
Information/Technical Support
Austin Community College
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Appendix C-1
Information/Technical Support

North Harris Montgomery Community College
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Appendix C-1
Information/Technical Support
Austin Community College
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Appendix C-1
Information/Technical Support
Dallas Community College District
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Appendix C-1
Information/Technical Support
Austin Community College
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Appendix C-1
Information/Technical Support
Coastal Bend College
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Appendix C-1
Information/Technical Support
Central Texas College
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Appendix C-1
Information/Technical Support

San Antonio College
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Appendix C-1
Information/Technical Support
Lee College
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Appendix C-2
Admissions

Austin Community College
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Appendix C-2
Admissions

Panola College
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Appendix C-2
Admissions

North Harris Montgomery Community College District
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Appendix C-2
Admissions

San Antonio College
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Appendix C-2
Admissions

North Harris Montgomery Community College District
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Appendix C-2
Admissions

Houston Community College System
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Appendix C-3
Registration

Tyler Junior College
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Appendix C-3
Registration
Tyler Junior College
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Appendix C-3
Registration

Lee College
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Appendix C-3
Registration
Houston Community College System
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Appendix C-3
Registration
Temple College
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Appendix C-3
Registration
Midland College
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Appendix C-4
Assessment
Panola College
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Appendix C-4
Assessment

Austin Community College
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Appendix C-4
Assessment

Coastal Bend College
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Appendix C-4
Assessment

Temple College
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Appendix C-4
Assessment
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Appendix C-4
Assessment
Coastal Bend College
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Appendix C-4
Assessment
Odessa College
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Appendix C-4
Assessment

Odessa College
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Appendix C-4
Assessment
Delmar College
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Appendix C-5
Advising & Counseling

San Antonio College
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Appendix C-5
Advising & Counseling
Austin Community College
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Appendix C-5
Advising & Counseling
Houston Community College System
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Appendix C-5
Advising & Counseling
Lee College
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Appendix C-5
Advising & Counseling

Houston Community College System
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Appendix C-5
Advising & Counseling

Houston Community College System
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Appendix C-5
Advising & Counseling

Houston Community College System
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Appendix C-6
Learning Resources

Lee College

- 103 -

Appendix C-6
Learning Resources

Tarrant County College District

- 104 -

Appendix C-7
Other Student Support Services

Texas State Technical College
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Appendix C-7
Other Student Support Services

Dallas Community College District
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Appendix C-7
Other Student Support Services

Tarrant County College
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Appendix C-7
Other Student Support Services
Houston Community College System
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Appendix C-8
General Web Site Designs

Houston Community College System
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Appendix C-8
General Web Site Designs

Austin Community College
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Appendix C-8
General Web Site Designs

San Antonio College
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Appendix C-8
General Web Site Designs

North Harris Montgomery Community College District
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